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Abstract 
The paper highlights the results of a study based on questionnaire developed by the authors in small and medium enterprises in 
Romania. The objective was to identify indicators used by these enterprises to evaluate performance in the context of 
implementing integrated management systems. Research results showed that most of these enterprises have implemented an 
integrated quality-environment-health and safety management system, but concerns about the integration of a social 
responsibility management system are still in its early stages. In connection with these concerns, small and medium enterprises 
use a greater measure of financial performance indicators and indicators of customer and personnel. However, these enterprises 
are using to a lesser extent performance indicators related to social responsibility. 
Keywords: performance indicator, small and medium enterprises, integrated management system, social responsibility;  
1. Introduction 
Globalization has led to a growing demand from customers on products and services performance. Also, a number 
of regulations include specific requirements for life, human health and environment protection. These requirements 
must be  met by any provider. In this context, small and medium enterprises (SMEs) are under great pressure to keep 
pace with the new demands. To meet these requirements, it is important that SMEs need to implement and 
operationalize a quality-environment-health and occupational safety integrated management system (Olaru, et al., 2008; 
Olaru, et al., 2009; Suditu, et al., 2009). 
An integrated management system plays an important role in the efficient functioning of an enterprise in terms of 
quality, environment and occupational health and safety, involving a logical and systematic management approach 
that allows making optimal strategic and operational decisions (Stamou, 2003; Carrie, 2004; Coelho, 2000).  
The main objective of the quality-environment-occupational health and safety integrated management systems is 
to optimize the efforts of businesses to meet customer demands and all stakeholders’ expectations in terms of 
profitability. Enterprises have quickly discovered the competitive advantage of the potential size of social 
responsibility in image building and in strengthening their reputation (Olaru, et al., 2010). Both corporate social 
responsibility and sustainable development approaches should become an integral part of economic concepts used 
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by enterprises to ensure a balance between economic growth, reserves of natural resources and social progress 
(Olaru, et al., 2011; Kaufmann & Olaru, 2012). 
On the other hand for an enterprise to achieve success, it is necessary to continuously evaluate performance and 
identify key performance indicators (Sousa & Aspinwallb, 2010). 
Considering these facts, the paper emphasizes the results of a study conducted during the doctoral research the 
pursued objectives are the following: 
• Identify the state of implementation of a management system in small and medium enterprises; 
• Identify performance indicators that are used for this propose by small and medium enterprises.  
2. Research methodology and results 
To achieve the objectives, authors conducted a study based on questionnaire during 2011-2012 on a sample of 
173 small and medium enterprises in Romania. The research was conducted in the Research Centre of Business 
Administration of Bucharest Academy of Economic Studies, as part of the POSDRU/88/1.5./S/55287 “Doctoral 
Programme in Economics at European Knowledge Standards (DOESEC)” (Pirnea, 2012). 
The questionnaire included three categories of information, namely general information about the companies, the 
state of implementation of a management system in enterprise and the enterprise performance evaluation on 
categories of performance indicators. Responses from the questionnaire were made based on Likert Scale with five 
values: 1 – “no”, 2 – “a little”, 3 – “satisfactory”, 4 – “largely”, 5 – “total”. 
2.1. Research results regarding the implementation of an integrated management system in small and medium enterprises  
The research highlights that most of the small and medium enterprises (85% of them) have integrated a quality 
management system according to the ISO 9000, while only 11% of SMEs have integrated an information security 
management system according to ISO/CEI 27000 (Table 1). 
Table 1. State of implementation of a management system based on the enterprise type 
 
Management system Micro enterprise Small enterprise Medium enterprise 
Total management  systems 
number % 
SR EN ISO 9000 18 46 83 147 85 
SR EN ISO 14001 2 6 21 29 16.7 
SR OHSAS 18001 3 15 26 44 25.4 
ISO 22000 7 38 53 98 56.7 
SA 8000 - - - - - 
ISO/CEI 27000 6 4 9 19 11 
SR EN 16001 - 11 28 39 22.5 
 
The micro enterprises have quite different concerns on the one hand, concerns about quality management system and 
food safety management system and on the other hand, concerns about information security management system. Overall, 
as it can be observed, there is an increased concern of SMEs regarding the implementation of a quality-environment-
occupational health and safety integrated management systems.   
2.2. Research results regarding the use of indicators for assessing small and medium enterprise performance  
To identify key performance indicators which small and medium enterprises are considering important, the research 
results show that 80.35% of enterprises participating in research, attaches total importance to financial indicators, while 
19.65% of them attach great importance to financial indicators (Figure 1). 
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Figure 1. Performance indicators used by the small and medium enterprises depending on their type 
 
To identify the use of indicators for assessing performance in small and medium enterprises in Romania, the 
research revealed the following results, presented below.  
2.2.1. Research results regarding the use of  performance indicators relating to internal process 
According to the research conducted by the authors regarding the performance indicators used by the Romanian small 
and medium enterprises, the results have revealed important issues. To identify the use of performance indicators, the 
questionnaire focused on performance indicators relating to internal processes, performance indicators for staff, 
performance indicators related to customer satisfaction and performance indicators relating to enterprises financial results.  
Regarding the use of performance indicators relating to internal processes in small and medium enterprises 
participating in the research, the results showed that 81.5% of enterprises use entirely or largely performance 
indicators related to quality costs. Also, 65.9% of enterprises use entirely or largely performance indicators related 
to staff training (Figure 2).  
 
 
Figure 2. The use of performance indicators relating to internal processes in small and medium enterprises 
2.2.2. Research results regarding the use of  performance indicators relating to human resources 
Research results revealed that 90.1% of small and medium enterprises are using performance indicators related to 
human resources satisfaction, 69.9% of them are using indicators relatd to safety at work, while 31.2% of enterprises 
are using performance indicators on staff turnover and 27.7% of enterprises are using indicators related to number of 
suggestions made by human resources (Figure 3). 
 
Figure 3. The use of performance indicators relating to human resources in small and medium enterprises 
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2.2.3. Research results regarding the use of performance indicators relating to client satisfaction 
Another important category of performance indicators considered in the research are those related to customer 
satisfaction. Customer satisfaction is very important for most enterprises, small and medium enterprises or large 
enterprises. It can be seen in Figure 4 that small and medium enterprises are using different performance indicators 
related to customer satisfaction. 
Performance indicators include the number of complains received and the number of complaints resolved in a 
period of time. The research has also identified the use of performance indicators relating to financial results. 
 
Figure 4. The use of performance indicators relating to client satisfaction in small and medium enterprises 
2.2.4. Research results regarding the use of performance indicators relating to financial results 
Thus, all of the small and medium enterprises participating to the research, are using performance indicators related to 
financial results (Figure 5). It may be noted that all the 173 small and medium enterprises participating in the research, are 
using performance indicators related to quality costs, profit, sales volume and turnover. 97.5% of enterprises are using the 
liquidity ration as performance indicator an 78% of enterprises are using return on investment. 
 
Figure 5. The use of performance indicators relating to financial results 
2.2.5. Research results regarding the use of  performance indicators relating to social responsibility 
More and more enterprises start to realize that they can contribute to sustainable development, increasing 
competitiveness in terms of environmental protection and promoting social responsibility, including protecting 
consumer interests.  
According to the research conducted by the authors, only 27.7% of enterprises are involved in social 
responsibility activities regarding voluntary practice in community development (Figure 6). 
 
Figure 6. Social responsibility activities undertaken by small and medium enterprises 
 
Also, the study releaved that 15.6% of enterprises make donations or sponsorships and 12.1% of enterprises are 
investing in social responsibility activities. It may be notice that none of the 173 enterprises has implemented a 
management system according cu SA 8000 standard. 
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Regarding the use of performance indicators relating to social responsibility in small and medium enterprises, 
research results showed that 12.7% of enterprises are using performance indicators related to number of social 
projects sponsored each year and only 2.3% of enterprises are using performance indicators related to community 
satisfaction index (Figure 7). 
 
Figure 7. The use degree of performance indicators relating to social responsibility in small and medium enterprises 
3. Conclusions 
The study conducted by the authors pointed out that small and medium enterprises with an integrated 
management system are largely concerned with performance indicators relating to financial results. Research results 
show that most of these enterprises have implemented an integrated quality-environment-health and safety 
management system and concerns about the integration of a social responsibility management system are still in its 
early stages. Statistical analysis of data obtained by processing the questionnaire revealed that small and medium 
enterprises that have implemented an integrated management system are using a greater extent of performance 
indicators related to customer satisfaction and staff compared with those which do not have an integrated 
management system. Instead, following the implementation of an integrated management system has not increased 
interest in these enterprises for social responsibility and thus the use of specific performance indicators.  
The results of this study can be used to improve the monitoring of business performance of small and medium 
enterprises by facilitating the development of new business models for performance evaluation by integrating non-
financial indicators.  
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